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Abstract 
This study aims to find evidence, the influence of Audit Quality Attributes, Client 
Satisfaction and Client Loyalty, which are moderated by Fraud Confirmation. The 
research was conducted at the BKM, a community-based organization, formed by the 
Government, through the Kotaku Program. The research used Regression statistical 
analysis and conducted a hypothesis test. Regression analysis used includes Simple 
Linear Regression Analysis, Multiple Regression Analysis, and MRA Regression 
Analysis, and Path Model Linear Regression Analysis. This study also pays attention to 
the calculation of the coefficient of determination to give an idea of the ability of the 
model in explaining the phenomenon of Client Satisfaction and Client Loyalty. The 
result that both partially and simultaneously, Audit Quality Attributes, Fraud 
Confirmation affected Client Satisfaction and Loyalty. The research also succeeded in 
proving that Client Satisfaction mediates the effect of Audit Quality Attributes on 
Client Loyalty, but failed to provide empirical evidence, that the Fraud Confirmation 
moderated the effect of Audit Quality Attributes on Client Satisfaction and Loyalty. 
Contribution to audit practices, where it is important to realize Client Satisfaction 
through Audit Quality Attributes and Fraud Confirmation, especially in situations 
where Fraud acts are suspected. 
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INTRODUCTION 
 
Fraud topics are interesting to study, especially because of the phenomenon of 
social conditions in the community, where people are suspicious of each other. This is 
in line with the research of Hulu et al. (2018) when examining the factors that influence 
the management of Village Funds, were in one of the arguments, said that the 
community believed fraud had occurred, in their financial management. The fraud 
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occurred because they were not invited to participate, both during budgeting, 
implementation, and control. 
Furthermore, by the framework of Satisfaction Theory, the community will feel 
satisfied, through the fulfillment of their wishes, that the financial report audit activities 
can clarify the real condition of the financial statements made by management. The 
clarification expected by the community is certainly by their perceptions, by their 
expectations, that Fraud has taken action on financial management. 
About client satisfaction is interesting to learn, so we believe that the client's 
perceptions of audit services provided by the Public Accounting Firm have a profound 
effect on client satisfaction, which will affect client loyalty. Client satisfaction is very 
important to attract clients to reuse audit services offered by Public Accountant Firm, 
amid high competition for Public Accountant Firm. The anticipation of competition is 
important, especially if there is a high growth of Public Accountant Firm, but it is not 
balanced by increased awareness of companies to conduct audits. 
This topic is interesting because it also illustrates the existence of conflicts of 
interest, which are explained by the Agency Theory. Where the Principle always 
suspects the Agent, that the agent will always prioritize his interests, compared to the 
interests of the Principle. The conflict is increasingly seen when the surrounding social 
conditions show conditions where mutual distrust occurs among the people. There is a 
time, that as a nation, we have lost confidence in all things, and the peak occurred in 
the fall of the Orde Baru government. 
The government certainly tries to restore social conditions to normal. The 
government carries out social interventions so that people can begin to trust themselves 
again. One of the government's efforts to restore social conditions to normal is by 
forming organizations in the community, one of which is to become a forum for people 
to interact and cooperate in developing their regions, using funds allocated by the 
Government to them. Badan Keswadayaan Masyarakat (BKM), an organization in the 
community facilitated by the government, was established to ensure that the funding 
directly given to the community can be assured of being used as the community wants. 
With hope, if the community can carry out its program, which they have set, then they 
will again have the confidence, that they can and can build themselves and their 
communities again. 
Social conditions, which cause mutual skepticism, also occur at the BKM. 
BKM management who represents the Owner/community suspects that the 
Manager/Agent is committing fraud. This perception can arise, as explained by the 
theory of the Fraud Triangle, that the skepticism of fraud can occur because of the 
Opportunity, Pressure, and Rationalization. Fraud confirmation that corresponds to the 
client's perception of the existence or absence of fraud, which was submitted by Public 
Accountant Firm, when the activity of exposing temporary results of Financial Report 
Examination, even written in the Audit Report, has an impact on the formation of 
positive perceptions, thereby encouraging client satisfaction. Linking Agency Theory 
with the Fraud Triangle has been done by Ratmonoet al. (2018). The results of the 
study indicate that Opportunities and Pressure affect Fraud 
This study intends to prove that Audit Attributes affect Client Satisfaction and 
Client Loyalty, which are moderated by Fraud Confirmation. This study aims to 
provide an overview for Public Accountant Firm, that the client's perception of 
skepticism, that in their institution there has been fraud, and then confirmed in the audit 
activity, will have an impact on increasing client satisfaction. Client satisfaction that is 
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influenced by Audit Attributes, will be moderated by Fraud Confirmation. Thus, 
intensive communication needs to be established between the Audit Team assigned to 
the Owner and the Audit Committee. In line with the research of Suaryana (2005), who 
found there was an influence of the existence of an External Audit Team, Audit 
Committee Team, on the quality of Profit.  
The research shows that with intense communication between them, it will be 
perceived well by shareholders, it is reflected in the calculation of company stock 
returns. So, the study will examine: Is there an influence of Audit Quality Attribute, 
Fraud Confirmation to Client Satisfaction; Is there Effects of Audit Quality Attributes, 
Fraud Confirmation, to Client Loyalty; Is there Interaction Effect Quality Audit 
Attributes, moderated by Fraud Confirmation, influence Client Satisfaction; Is there 
Interaction Effect Quality Audit Attributes, moderated by Fraud Confirmation, 
influence Client Loyalty; and Is the significant influence of Audit Quality Attributes 
and Fraud Confirmation to Client Loyalty, mediated by Client Satisfaction 
 
LITERATURE REVIEW 
 
Human behavior is based on 3 (three) assumptions namely, Assumptions about 
human nature that have bounded rationality, have self-interest, and not risk aversion. 
This assumption provides an understanding to research, that humans, in this case, the 
Clients, because of their limitations, self-interest, and risk aversion, make them have 
skepticism and skepticism on management. Based on these three assumptions, we have 
confidence that the client has skepticism of management. Skepticism is caused because 
they are trying to maximize their interests but assume that the current conditions are not 
optimal. Clients tend to blame management because of the limitations of their 
rationality, clients tend to assume management takes risky actions and emphasizes their 
interests. 
The research applied this Theory Agency to explain, that the community 
represented by the BKM, would always assume, that management carried out by 
management was ineffective and inefficient, skepticism was seen, because the 
community had limited rationality, and tended to only see momentary benefits, rather 
than seeing the sustainability of the BKM organization 
The next assumption is related to organization, agency theory explains that the 
causes of conflict among organizational members occur because of Asymmetric 
Information (AI). AI occurs between principals and agents. Assumptions about 
information are valuable. Where information is seen as a commodity that can be traded, 
meaning limited. This study uses this understanding to explain that the information held 
by Clients and Management is different, allowing conflict. Conflict, in this case, is 
related to understanding the details of information, for example, detailed list of 
accounts that are not owned by the Client, this raises the skepticism of the client, that 
there has been an act of fraud in financial management. 
Satisfaction Theory, Kotler (2003) in one of the marketing concepts "The Marketing 
Approach" states that the business objectives of an organization can be achieved by 
giving complete satisfaction to the end-user, the client. The research uses this theory to 
explain the existence of different sides in one currency. The two sides referred to the 
study are the existence of product quality side, and client satisfaction side, these two 
sides are in one currency coin, meaning those two things are equally important. By 
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analogy above, the study wants to reiterate that service quality has a close relationship 
with client satisfaction and further fosters client loyalty. 
The study uses this theory to explain why client satisfaction, namely BKM for 
auditor services, is very important to them. First; To understands that the use of audit 
services by the BKM is intended to provide additional assurance that the Financial 
Statements prepared by management have been reasonably able to be presented. Added 
confidence that the Financial Report was able to describe the financial condition of the 
BKM. Second; To understood that the BKM also had a strong skepticism that fraud had 
also taken place. These two things certainly require a separate effort from the auditor, 
especially to confirm, to ensure the realization of client satisfaction. The opinion of this 
study is in line with Putri et al. (2017) who in her research proves that Confirmation of 
Expectation is part of the Overall of Satisfaction as defined by Kotler (2003). 
Behn et al. (1997) is the first study that connects between Audit Attributes and 
Consumer Satisfaction. The study failed to prove that all Audit Quality Audit Attributes 
affect Client Satisfaction. Audit Quality Attributes in this study, similar with Behn et 
al. (1997), are because the study identified, that the research carried out afterward, did 
not provide additional, only grouping, even reducing the number of attributes that had 
been studied. This means that the study wants to get as many attributes as possible, 
which will be expected to describe Audit Quality Attributes. 
Lin and Chen (2004), surveyed questionnaires to 198 respondents, found an 
increase in inequality, between client expectations and reality obtained. Clients when 
giving assignments to auditors, very much expect that auditors can provide additional 
confidence in them, that the financial statements prepared by management have been 
done well. However, the auditor's obligation to be able to detect fraud often does not 
materialize. Failure to detect and find fraud effects, on the credibility of the auditor on 
the audit services he provides. This Fraud variable is also called to be an interesting 
variable to be tested in accounting research in the future, as mentioned in the research 
of Kusumawardhani (2013). 
The study used a community organization called BKM as the object of research. 
BKM is a Community Self-Help Agency. An institution formed from the community 
facilitating the government. The BKM aims to tackle poverty by enabling communities 
to be able to enter the regional planning mechanism. BKM before actually entering into 
regional development planning, they will be prepared with skills to be able to plan to 
carry out activities, even to the preparation of accountability reports 
At the beginning of the activity, the learning process of the BKM uses its funds. The 
funds are given by the central government through World Bank loans. After the BKM 
can plan to carry out activities, to be able to compile a report of its activities, then they 
are considered capable of being able to be involved in regional planning, especially in 
the process of village and sub-district development consultations. 
The BKM is built during a political situation that illustrates distrust between 
one component and other components of the nation. The public does not trust the 
government, so the government is reluctant to involve the community. This condition 
gave rise to mistrust between one another, and that distrust increasingly became 
increasingly high and the peak was the economic crisis in 1998, where public distrust 
of the government was very large. 
The government is here to rebuild community participation through this 
program. By building the BKM as a means of the people's struggle to learn to trust 
themselves and the government. Trust that he is jointly able to cooperate and solve 
 Vol. 1 No. 1 July 2019 
43 
 
problems. Restoring public trust that they can collaborate and work in partnership with 
the government. 
BKM was initially formed as an organization that tended to only act like a committee, 
where there was no representation of the community as an institutional owner or 
representing managers, who were managerially obliged to carry out organizational 
activities based on the direction of the owner. 
The ambiguity of the entity of the owner and the managing entity has resulted in 
many frauds occurring. So that a lot of funds are lost in the community, and the funds 
are difficult to be returned, rolled out, reused, and accounted for. 
In the following year program period, the government realizes that different entities 
must be formed so that the owner entity can become a supervisor of the management 
carried out by the manager. Different entities also guarantee that managers' policies and 
activities are not interrupted by owner intervention. 
Furthermore, the Government launched an exit strategy program, in which 
activities were directed at ensuring the formation of owner entities that were separated 
from the managers. BKM Exit is unique because its organizational structure shows that 
there are differences between the owners and managers. The Exit BKM also has strong 
experience and perceptions, especially with an understanding of the importance of 
different entities, between the entity owner and manager. The owner entity will then be 
referred to as the client, and the managing entity hereinafter referred to as management. 
Fraud is intentional not to display the truth of material facts in other people, which can 
influence other people to do things that can harm them. Fraud is also a misstatement 
due to carelessness, and for that information, a person can suffer losses 
Fraud Confirmation is the result of an audit work that confirms the Client's Perception 
of his skepticism, that there has been a fraud in financial management. The client when 
giving an assignment to the auditor wishes to obtain additional confidence in the 
prepared Financial Report, but at the same time wishes that his skepticism can be 
confirmed. We got the impression that the client had initial skepticism that fraud had 
occurred in the management of BKM funds. 
Based on the arguments and prior studies, this study states the following 
hypotheses:  
Hypothesis 1: There is an influence among audit quality attributes and fraud 
confirmation to client satisfaction. 
Hypothesis 2: There is an influence among audit quality attributes and fraud 
confirmation to client loyalty. 
Hypothesis 3: There is an influence among audit quality attributes to client satisfaction 
with moderated by fraud confirmation. 
Hypothesis 4: There is an influence among audit quality attributes to client loyalty with 
moderated by fraud confirmation. 
Hypothesis 5: There is significant influence among audit quality attributes and fraud 
confirmation to client loyalty with mediated by client satisfaction. 
 
METHODS 
 
The data type of this study is Primary Data obtained from questionnaire filling. 
Primary data is obtained directly from the source, namely BKM. There is a possibility 
that data collection on the BKM will be accompanied by a companion/consultant, to 
ensure that the objectives of the questions in the questionnaire can be captured intact. 
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Data retrieval is done using a questionnaire instrument, which has been prepared for 
BKM Collective Leaders. The BKM collective leadership is a representation of the 
community that owns the funds. This data will be processed, to test the hypothesis. 
To obtain objective relevant data and can be used as a basis in the analysis 
process, this study collected data by distributing questionnaires to the BKM. The 
survey to BKM was conducted using a questionnaire. Given the conditions of BKM 
individuals who have different backgrounds, it is possible to have a companion role in 
filling out this list of questions. The companion role is intended to be able to better 
explain and ascertain the purpose of the question so that it can be well received by the 
BKM. 
The population of this study is the entire PNPM Urban Program UPK-BKM. 
While the sample of this study was obtained using the purposive random sampling 
method with the following sample selection criteria. 
 
Table 1. Sample Selection Criteria 
No Criteria Total 
1 
All BKM Urban PNPM Programs. The institutions made by the government in 
the PNPM program are divided into two, and the institutions chosen are PNPM 
Urban. This is because there is a clear institutional separation between the 
Owner and Management entities 
11.070 
2 
All BKM, which have carried out Exit Strategy activities, this activity separates 
the Manager and Owner groups. 
427 
3 
All BKMs that report are still conducting savings and loans ... (Some BKMs 
have not implemented savings and loans, so they do not carry out audits) 
406 
4 BKM UPK that conducts/implements Independent Audit 318 
 
The analytical method used in this study is the statistical analysis method. This 
study uses Quantitative Analysis, this study analyzes the data that was successfully 
collected when the survey was conducted at the BKM, then by using statistical 
techniques, statistical tests were carried out. The scale used in the preparation of the 
questionnaire is ordinal or often called a Likert scale, which is a scale that contains five 
levels of response preferences as done by Ghozali, (2006). 
 
The regression of equations 1 and 2, the notation is written as follows: 
Y1 = a+ b1X+ b2M+ e ................  equations 1 
Y2 = a+ b1X+ b2M+ e ................  equations 2 
 
Note: Y1: Total Y1 (Dependent Variabel, Client Statisfaction); Y2: Total Y2 
(Dependen Variabel, Client Loyality); a: Constanta; b1-2: Regresion Coefisien; X: 
Total X (Independen Variabe, Atribut Kualitas Audit); M: Total M (Moderator 
Variabel, Fraud Confirmation); e: Error Factor. 
 
MRA is a special application of multiple linear regression to determine the 
relationship between two variables that are influenced by the third variable or 
moderating variable. 
 
Y1 = a + b1X+ b2M+ b3X.M + e ...................................... equations 3 
Y2 = a + b1X+ b2M+ b3X.M + e .......................................equations 4 
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Note: Y1: Total Y1 (Dependent Variabel, Client Satisfaction); Y2: Total Y2 
(Dependent Variabel, Client Loyalty); X : Total X (Variabel Independent, Audit 
Quality Attribute); M:Total M (Moderation Variabel,  Fraud Confirmation); X.M: 
variable Interaction Total X (Audit Quality Attribute) and Total M (Fraud 
Confirmation); a: Konstanta; b: Regresi Coefisien; and e: Error Factor 
This equation is used to analyze the direct effect of variables X on Y1 and Y2. 
This Line Model Linear Equation is the 5th equation. The research also tests the 
Hypothesis, by calculating the Determination coefficient of each notation. 
 
RESULTS 
 
The results of descriptive statistical calculations show that the variable Total X 
(Audit Quality Attribute) number of data is 318, the minimum value is 32, the 
maximum value is 58, the average is 48.42, and the standard deviation is 4.690. For the 
Total M variable (Fraud Confirmation) the number of data is 318, the minimum value 
is 4, the maximum value is 10, the average is 7.35, and the standard deviation is 1.036. 
For the Total variable Y1 (Client Satisfaction) the number of data is 318, the minimum 
value is 16, the maximum value is 29, the average is 23.13, and the standard deviation 
is 2.717. And for the Total variable Y2 (Client Loyalty) the number of data is 318, the 
minimum value is 5, the maximum value is 10, the average is 7.80, and the standard 
deviation is 1,226 
 
Table 2.  Descriptive Statistics Analysis Results 
 N Minimum Maximum Mean Std. Deviation 
Audit Quality Attribute 318 32 58 48.42 4.690 
Fraud Confirmation 318 4 10 7.35 1.036 
Client Satisfaction 318 16 29 23.13 2.717 
Client Loyalty 318 5 10 7.80 1.226 
Valid N (listwise) 318     
Source: Data processed, 2018 
 
 
 
The results of the feasibility test are presented in the following table: 
 
Table 3. Item Validity Test Results 
Variable Item r count r table 
Keputusa
n 
Variable X 
(Audit Quality 
Attribute) 
Audit Experience 
Understanding of the Client Industry 
Responsiveness 
Technical Competencies of SAP 
Independence 
Public Accountant Firm Commitment 
Due Care 
Executive / Leadership involvement 
Field Work Conduct Audit Implement 
Audit Committee Engagement 
Ethical Standards 
Skeptical attitude 
0,453 
0,451 
0,562 
0,519 
0,483 
0,538 
0,518 
0,434 
0,531 
0,509 
0,491 
0,472 
0,110 
0,110 
0,110 
0,110 
0,110 
0,110 
0,110 
0,110 
0,110 
0,110 
0,110 
0,110 
Valid 
Valid 
Valid 
Valid 
Valid 
Valid 
Valid 
Valid 
Valid 
Valid 
Valid 
Valid 
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Variable Item r count r table 
Keputusa
n 
Variable M 
(Fraud 
Confirmation) 
Perception of Misuse of Funds 
Audit successfully revealed 
0,848 
0,842 
0,110 
0,110 
Valid 
Valid 
Variable Y1 
(Client 
Satisfaction) 
RepaymentRate 
Accounting System Improvement 
Increased KSM (Customer) Loyalty 
Increased Transaction& Account 
Increasing the Existence of BKM 
Increased revenue 
0,559 
0,558 
0,611 
0,657 
0,606 
0,561 
0,110 
0,110 
0,110 
0,110 
0,110 
0,110 
Valid 
Valid 
Valid 
Valid 
Valid 
Valid 
Variable Y2 
(Client 
loyalty) 
Reassign Public Accountant Firm 
Recommend Public Accountant Firm 
0,872 
0,858 
0,110 
0,110 
Valid 
Valid 
Source: Data processed, 2018 
 
From the table above, it can be seen that all items of correlation values are more 
than r table 0.110. With this, it can be concluded that the questionnaire items are valid. 
Test Reliability shows the level of data consistency. Reliability testing used is to 
use the Cronbach Alpha method. value of reliability (Cronbach's alpha) as follows: 
Table 4.  Reliability Test Results 
Variable Alpha Batas r Keputusan 
Audit Quality Attribute 
Fraud Confirmation 
Client Satisfaction 
Client Loyalty 
0,723 
0,636 
0,630 
0,663 
0,600 
0,600 
0,600 
0,600 
Reliable 
Reliable 
Reliable 
Reliable 
 
Source: Data processed, 2018 
 
This classic assumption testing aims to test the feasibility of the multiple 
regression model used in this study. In this study, which is discussed for the classic 
assumption test is the regression of equations 1 and 2.Normality test, by looking at the 
distribution of data on diagonal sources in the Normal P-P chart Plot of regression 
standardized. Shows that the regression model has been normal and feasible to be used 
to predict the independent variable and vice versa. 
 
 
                     Source: Data processed, 2018 
Figure 1. Normality Test (Grafik Normal P-P Plot) For Equation 1 and 2 
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Normality Test of the Kolmogorov Smirnov Method  
 
Table 6.  Normality Test Results of the Kolmogorov Smirnov Method 
One-Sample Kolmogorov-Smirnov Test 
  Unstandardized Residual 
N 318 
Normal Parameters
a
 Mean .0000000 
Std. Deviation 2.23279527 
Most Extreme Differences Absolute .032 
Positive .032 
Negative -.031 
Kolmogorov-Smirnov Z .573 
Asymp. Sig. (2-tailed) .898 
a. Test distribution is Normal.  
One-Sample Kolmogorov-Smirnov Test 
  Unstandardized Residual 
N 318 
Normal Parameters
a
 Mean .0000000 
Std. Deviation 1.15802613 
Most Extreme Differences Absolute .042 
Positive .041 
Negative -.042 
Kolmogorov-Smirnov Z .757 
Asymp. Sig. (2-tailed) .616 
a. Test distribution is Normal.  
      Source: Data processed, 2018 
 
From the table above it can be seen that the significance value (Asym.sig 2 
tailed) for regression of equation 1 is 0.898 and for equation 2 is 0.616. Because the 
value is more than 0.05, so the residual is normally distributed. 
The multicollinearity test in the regression model is presented as follows: 
 
Table 7.  Multicollinearity Test Results in Equations 1 and 2 
Coefficients
a
 
Model 
Collinearity Statistics 
Tolerance VIF 
1 (Constant)   
TOTAL X (Quality of Audit 
Attributes) 
.899 1.113 
TOTAL M (Fraud Confirmation) .899 1.113 
a. Dependent Variable: TOTAL Y1 (Client Satisfaction)  
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Coefficients
a
 
Model 
Collinearity Statistics 
Tolerance VIF 
1 (Constant)   
TOTAL X (Quality of Audit Attributes) .899 1.113 
TOTAL M (Fraud Confirmation) .899 1.113 
a. Dependent Variable: TOTAL Y2 (Client Loyality)  
Source: Data processed, 2018 
 
From the table above, it can be seen that for regression of equations 1 and 2, the 
VIF value is less than 10.00 and Tolerance is more than 0.100 for the two independent 
variables, it can be concluded that the regression model does not have a 
multicollinearity problem. 
 
The heteroscedasticity test of the Glejser test is presented as follows: 
 
Table 8.  Heteroscedasticity Test Results 
Coefficients
a
 
Model 
Unstandardized 
Coefficients 
Standardized 
Coefficients t Sig. 
B Std. Error Beta 
1 (Constant) 1.184 .811  1.460 .145 
TOTAL X (Quality of Audit Attributes) .023 .016 .082 1.385 .167 
TOTAL M (Fraud Confirmation) -.064 .074 -.051 -.861 .390 
a. Dependent Variable: ABS_RES    
 
Coefficients
a
 
Model 
Unstandardized 
Coefficients 
Standardized 
Coefficients t Sig. 
B Std. Error Beta 
1 (Constant) -.098 .434  -.226 .821 
TOTAL X (Quality of Audit Attributes) .013 .009 .089 1.503 .134 
TOTAL M (Fraud Confirmation) .052 .040 .077 1.302 .194 
a. Dependent Variable: ABS_RES2    
Source: Data processed, 2018 
 
The table above shows that for regression of equations 1 and 2 the significance 
value is more than 0.05 (not significant). So it can be concluded that the regression 
model has no problem with heteroscedasticity. 
The results of the Regression Analysis obtained after the data is processed are 
presented in the following table: 
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Table 9.  Multiple Linear Regression Analysis  
Coefficients
a
 
Model 
Unstandardized 
Coefficients 
Standardized 
Coefficients t Sig. 
B Std. Error Beta 
1 (Constant) 6.089 1.399  4.351 .000 
TOTAL X (Quality of Audit Attributes) .291 .028 .502 10.286 .000 
TOTAL M (Fraud Confirmation) .402 .128 .153 3.136 .002 
a. Dependent Variable: TOTAL Y1 (Client Satisfaction)    
Coefficients
a
 
Model 
Unstandardized 
Coefficients 
Standardized 
Coefficients t Sig. 
B Std. Error Beta 
1 (Constant) 3.368 .726  4.641 .000 
TOTAL X (Quality of Audit Attributes) .076 .015 .289 5.147 .000 
TOTAL M (Fraud Confirmation)  .106 .066 .089 1.591 .113 
a. Dependent Variable: TOTAL Y2 (Klien Loyality)   
     Source : Data processed, 2018 
 
The regression equation is as follows: 
Equation 1: Y1 = 6.089 + 0.291X + 0.402M 
 
Constants of 6,089; meaning that if the Total X (Quality of Audit Attribute) and 
Total M (Confirmation of Fraud Occurrence) the value is 0, then the number of Total 
Y1 (Client Satisfaction) value is 6.089.Total X regression variable coefficient (Audit 
Attribute Quality) (X) of 0.291; it means that every increase in Total X (Quality of 
Audit Attributes) is 1 unit, it will increase Total Y1 (Client Satisfaction) by 0.291 units, 
assuming the Total M variable (Confirmation of Fraud Occurrence) is fixed. The 
variable regression coefficient Total M (Confirmation of Fraud Occurrence) (M) is 
0.402; meaning that every increase in Total M (Confirmation of Fraud Event) is 1 unit, 
it will increase the Total Y1 (Client Satisfaction) by 0.402 units, assuming the variable 
Total X (Quality Attribute Audit) value is fixed. 
 
Equation 2: Y2 = 3.368 + 0.076X + 0.106 M 
Constants of 3,368; meaning that if Total X (Quality of Audit Attribute) 
(Quality of Audit Attribute) and Total M (Fraud Confirmation) the value is 0, then the 
number of Total Y2 (Client Satisfaction) value is 3.368. The regression variable Total 
X coefficient (Audit Attribute Quality) (X) is 0.076; it means that every increase in 
Total X (Quality of Audit Attributes) is 1 unit, it will increase Total Y2 (Client 
Loyalty) by 0.076 units, assuming the Total M variable (Confirmation of Fraud 
Occurrence) is fixed. The variable regression coefficient Total M (Confirmation of 
Fraud Occurrence) (M) is 0.106; meaning that every increase in Total M (Confirmation 
of Fraud Event) is 1 unit, it will increase Total Y2 (Client Loyalty) by 0.106 units, 
assuming the variable Total X (Quality Attribute Audit) value is fixed. 
 
The t-test (partial regression coefficient test). The results of the t-test obtained are 
presented as follows: 
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Tabel 10.  T-Test Results (partial test) OnEquations 1 and 2 
Model t Sig. 
1 (Constant) 4.351 .000 
TOTAL X (Quality of Audit Attributes) 10.286 .000 
TOTAL M (Fraud Confirmation) 3.136 .002 
a. Dependent Variable: TOTAL Y1 (Klien Satisfaction) 
 
Coefficients 
Model t Sig. 
1 (Constant) 4.641 .000 
TOTAL X (Quality of Audit Attributes) 5.147 .000 
TOTAL M (Fraud Confirmation) 1.591 .113 
a. Dependent Variable: TOTAL Y2 (Client Loyalty) 
                    Source: Data processed, 2018 
 
In equation 1 regression can be concluded that total X (Audit Quality Attribute) 
partially affects Total Y1 (Client Satisfaction). This is because of the value of t count> t 
table (10.286> 1.968) so that Ho is rejected. A positive t-value means that it has a 
positive effect, that is, if Total X (Audit Quality Attribute) increases then Total Y1 
(Client Satisfaction) will also increase. Total M (Fraud Event Confirmation) partially 
affects Total Y1 (Client Satisfaction). This is because of the value of t count> t table 
(3.136> 1.968) so that Ho is rejected. A positive t-value means that it has a positive 
effect, that is if Total M (Confirmation of Fraud Events) increases then Total Y1 
(Client Satisfaction) will also increase. 
In regression equation 2 can be concluded that total X (Audit Quality Attribute) 
partially affects Total Y2 (Client Loyalty). This is because of the value of t count> t 
table (5,147> 1,968) so that Ho is rejected. A positive t-value means that it has a 
positive effect, that is, if Total X (Audit Quality Attribute) increases then Total Y2 
(Client Loyalty) will also increase. Total M (Fraud Event Confirmation) partially does 
not affect Total Y1 (Client Satisfaction). This is because of the value of t-count <t-table 
(1,591 <1,968) so that Ho is accepted. 
 
The F test results obtained after the data are processed are presented in the following 
table: 
 
Table 11. F Test Results (Simultaneous Regression Coefficients)  
ANOVA
b
 
Model Sum of Squares df Mean Square F Sig. 
1 Regression 760.089 2 380.045 75.751 .000
a
 
Residual 1580.364 315 5.017   
Total 2340.453 317    
a. Predictors: (Constant), TOTAL M (Fraud Confirmation) , TOTAL X (Quality of Audit Attributes)  
b. Dependent Variable: TOTAL Y1 (Clien Satisfation) 
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ANOVA
b
 
Model Sum of Squares df Mean Square F Sig. 
1 Regression 51.414 2 25.707 19.049 .000
a
 
Residual 425.105 315 1.350   
Total 476.519 317    
a.  Predictors: (Constant), TOTAL M (Konfirmasi Fraud), Total X (Quality of Audit Attributes) 
b.  Dependent Variable: TOTAL Y2 (Client Loyalty) 
Source: Data processed, 2018 
 
In regression equation 1 can be concluded that total X (Quality Attribute Audit) 
and Total M (Confirmation of Fraud Event) together affect Total Y1 (Client 
Satisfaction). This is because based on the F test, it can be seen that F count> F table 
(75.751> 3.024) so that Ho is rejected. This means that the hypothesis is accepted. 
In regression equation 2 it can be concluded that Total X (Quality of Audit 
Attribute) and Total M (Confirmation of Fraud Event) together affect Total Y2 
(Client Loyalty). This is because based on the F test it can be seen that F count> F 
table (19,049> 3,024) so that Ho is rejected. This means that the hypothesis is 
accepted. 
 
The Determination Coefficient Analysis (R Square) is presented in the following table: 
 
Table 12. Koefisien Determinasi 
Model Summary
b
 
Model R R Square 
Adjusted R 
Square 
Std. Error of the 
Estimate 
Durbin-Watson 
1 .570
a
 .325 .320 2.240 1.721 
a.  Predictors: (Constant), TOTAL M (Konfirmasi Kejadian Fraud), TOTAL X 
(Kualitas Atribut Audit)   
b.  Dependent Variable: TOTAL Y1 (Kepuasan Klien) 
 
Model Summary
b
 
Model R R Square 
Adjusted R 
Square 
Std. Error of the 
Estimate 
Durbin-Watson 
1 .328
a
 .108 .102 1.162 2.058 
a.  Predictors: (Constant), TOTAL M (Konfirmasi Kejadian Fraud), TOTAL X 
(Kualitas Atribut Audit)   
b. Dependent Variable: TOTAL Y2 (Loyalitas Klien) 
Source: Data processed, 2018 
 
For regression equation 1 obtained R2 value of 0.325 (32.5%). This shows that 
variations in the independent variables used in the model (Total X and Total M) can 
explain 32.5% of the variation in the total variable Y1 (Client Satisfaction), and the 
remainder explained by other variables not included in this research model. Whereas 
for regression of equation 2 obtained R2 value of 0.108 (10.8%). This shows that the 
variation of the independent variables used in the model (Total X and Total M) can 
explain as much as 10.8% variation in the total variable Y2 (Client Loyalty), and the 
remainder is explained by other variables not included in this research model. 
MRA Analysis. the results are presented in the following table: 
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Table 13. Moderating Regression AnalysisEquation 3 and 4 
Model 
Unstandardize
d Coefficients 
Standardized 
Coefficients 
T Sig. 
B 
Std. 
Error Beta 
1 (Constant) -.072 8.466  -.008 .993 
TOTAL X (Quality of Audit Attributes) .419 .175 .723 2.388 .018 
TOTAL M (Fraud Confirmation) 1.304 1.229 .497 1.061 .290 
X.M -.019 .025 -.465 -.738 .461 
a. Dependent Variable: TOTAL Y1 (Client Satisfactory)    
Coefficients
a
 
Model 
Unstandardize
d Coefficients 
Standardized 
Coefficients 
T Sig. 
B 
Std. 
Error Beta 
1 (Constant) 4.853 4.394  1.104 .270 
TOTAL X (Quality of Audit Attributes) .045 .091 .171 .492 .623 
TOTAL M (Fraud Confirmation) -.112 .638 -.094 -.175 .861 
X.M .004 .013 .248 .343 .732 
a. Dependent Variable: TOTAL Y2 (Client Loyality)    
Source: Data processed, 2018 
 
The regression equation is as follows: 
Y1 = -0,071 + 0,419X + 1,304M - 0,019X.M  ................... Equation 3 
Y2 = 4,853 + 0,045X - 0,112M + 0,004X.M  ..................... Equation 4 
 
The t-test on the regression of equations 3 and 4 is to find out whether the Total 
M variable (Fraud Event Confirmation) as a moderating variable can strengthen the 
influence between Total X (Audit Attribute Quality) with Total Y1 (Client Satisfaction) 
and what is the Total M variable (Confirm Fraud Event) ) as a moderating variable can 
strengthen the influence between Total X (Quality of Audit Attributes) with Total Y2 
(Client Loyalty). 
 
The moderating hypothesis is accepted if the interaction variable (XM interaction) has 
a significant influence on Y1 (Client Satisfaction) or Y2 (Client Loyalty), regardless of 
whether Total X (Audit Attribute Quality) and Total M (Fraud Event Confirmation) 
have a significant influence on Y1 ( Client Satisfaction) and Y2 (Client Loyalty) or not. 
Subsequent test results T are presented as follows: 
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Table 14.  T test results in Moderation Regression Equations 3 and 4 
Coefficients
a
 
Model t Sig. 
1 (Constant) -.008 .993 
TOTAL X (Quality of Audit Attributes) 2.388 .018 
TOTAL M (Fraud Confirmation) 1.061 .290 
X.M -.738 .461 
a. Dependent Variable: TOTAL Y1 (Client Satisfaction) 
 
Coefficients
a
 
Model 
 t Sig. 
1 (Constant) 1.104 .270 
TOTAL X (Quality of Audit Attributes) .492 .623 
TOTAL M (Fraud Confirmation) -.175 .861 
X.M .343 .732 
a. Dependent Variable: Total Y2 (Client Loyality) 
Source : Data processed, 2018 
 
Based on the results of the t-test it is concluded as follows: 
a) Total M (Confirmation of Fraud Events) as a moderating variable does not 
strengthen the influence of Total X (Quality of Audit Attributes) with Total Y1 (Client 
Satisfaction). This is because based on the t-test it is obtained on the X variable. -T-
hitung value> -table (-0.738> -1.968), so Ho is accepted. This means that the 
hypothesis is rejected. 
b) Total M (Confirmation of Fraud Events) as a moderating variable does not 
strengthen the influence between Total X (Quality Attribute Audit) with Total Y2 
(Client Loyalty). This is because based on the t-test can be obtained on the X variable. 
The value of t count <table (0.343 <1.968), so Ho is accepted. This means that the 
hypothesis is rejected. 
 
Path Analysis presented below: 
 
Table 15.  Path Analysis Results 
Coefficients
a
 
Model 
Unstandardized 
Coefficients 
Standardized 
Coefficients t Sig. 
B Std. Error Beta 
1 (Constant) 6.089 1.399  4.351 .000 
TOTAL X (Quality of Audit Attributes) .291 .028 .502 10.286 .000 
TOTAL M (Fraud Confirmation) .402 .128 .153 3.136 .002 
a. Dependent Variable: TOTAL Y1 (Client Satisfation)   
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Coefficients
a
 
Model 
Unstandardized 
Coefficients 
Standardized 
Coefficients t Sig. 
B Std. Error Beta 
1 (Constant) 2.105 .686  3.069 .002 
TOTAL X (Quality of Audit Attributes) .015 .016 .058 .976 .330 
TOTAL M (Fraud Confirmation) .022 .062 .019 .362 .718 
TOTAL Y1 (Client Satisfation) .207 .027 .459 7.727 .000 
a. Dependent Variable: TOTAL Y2 (Client Loyality)    
        Source : Data processed, 2018 
 
The Line Path Linear Regression Equations are as follows: 
 
Sub Structure Equation 1:Y1  = ρ y1x.X + ρ y1M.M+ ρ y1ε1.ε1 
= 0,502X + 0,153M + 0,822ε1  
ρ y1ε1 = Path coefficient outside the model  
 
How to find the path coefficient values outside the model as follows: 
=  
= 
 
 
Sub StructureEquation 2:Y2 = ρ y2X.X + ρ y2M.M+ ρ y2y1.Y1 + ρ y2ε1.ε1 
= 0,058X + 0,019M + 0,459Y1+ 0,866ε1 
ρ y2ε1 = Path coefficient outside the model 
 
How to find the path coefficient values outside the model as follows: 
=  
=  
 
The sub-structure equation 2 above shows the effect of X and M on Y2 (Client 
Loyalty) mediated by Y1 (Client Satisfaction).Regression coefficient direct effect of X 
on Y2 (Client Loyalty) through Y1 (Client Satisfaction) of 0.058, the regression 
coefficient of indirect influence is 0.502 x 0.459 = 0.230. Because the coefficient of 
direct influence is smaller than the coefficient of indirect influence, it can be concluded 
that the actual effect is indirect in other words X affects Y2 (Client Loyalty) through 
Y1 (Client Satisfaction). 
 
DISCUSSION 
 
The effect of audit quality attributes on client satisfaction can be proven by the 
study. This is likely to occur can be seen from each attribute studied. Starting from the 
influence of experience in carrying out audits, understanding the client industry, 
responsiveness, Technical Competencies of SAP, independence, Public Accountant 
Firm commitment, due care, leadership involvement, audit, audit committee 
involvement, ethical standards, skepticism, and client satisfaction. In line with the 
xxxasierNilai ,0mindet1( 
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research of Brown et al., (2011) that the involvement of audit committees influences 
negotiations with auditors.  
This might happen because the BKM saw that auditor personnel deployed in the 
field tended to be young, field auditors usually still just graduated and only worked in 
the audit field as BKM auditors. Even though they were young and considered 
inexperienced but they were perceived as capable of communicating with the BKM, 
being able to learn from financial managers, being able to make the situation during the 
examination more enjoyable. The ability possessed by those who are still young and 
relatively inexperienced in managing situations during examination is said to be more 
beneficial for the implementation of audit assignments. Both BKM administrators and 
financial managers and UPK managers felt there was additional knowledge through 
discussions developed by them. 
The understanding of the Client Industry towards Client Satisfaction was 
successfully proven by the study. This is possible because auditors are lowered even 
though they are still young, but they understand both the concept and the operational 
activities of BKM. Starting from BKM institutional activities, its relation to the village 
apparatus until the services provided to the community. An understanding of the client 
industry is obtained from the field auditor usually because it is equipped with a 
standard operating procedure by the consultant. Consultants in addition to preparing 
audit SOPs also conduct training for public accounting firms that participate in BKM 
audit activities. Training and preparation of SOPs are important to prepare the auditor 
before going to the field. Community perceptions of the field auditor's understanding 
ability are realized. The community considers the auditor to have the same 
understanding as to the consultant who accompanies him in each activity. This is what 
makes the public perception that the field auditor understands them and this causes the 
client to be satisfied. The understanding of the client industry is likely to have been 
prepared by the Public Accounting Firm starting from audit planning, field 
implementation and when preparing an audit report. 
Community perceptions of field auditors may indicate that they have not been 
able to respond to the difficulties presented by the BKM. The field auditors are not as 
moved by things that are difficult in the community. It is difficult to respond such as 
showing indifference to the difficulty of alleviating poverty through revolving funds. 
As is known that the known congestion is often caused by the inability of HR in 
managing the business. In terms of financial records, the difficulty of keeping time in 
reporting and posting financial reporting is also difficult for the field auditor to 
understand. This possibility causes the field auditor to be considered unresponsive. To 
emphasizes the rule of law that is procedural rather than responding to the needs of 
social aspirations. 
Confirm that there are financial records that have not been presented. The possibility 
that occurs is the public perception that the field auditor does not understand SAP or 
otherwise the public does not understand SAP, do not have technical competencies of 
SAP, so that when the field auditor conveys depreciation matters that have not been 
recorded or accounting for accounting performance that is different from the usual 
program, the public perception does not master SAP. In line with Mayangsari (2003) 
which examined the effect of Audit expertise, and research by Nurchasanah and 
Rahmanti(2003) which examined audit quality determinants, indicating that audit 
understanding and expertise is important in audit work. 
 Ngurah Pandji Mertha Agung Durya 
 
56 
 
Community perceptions indicate that field auditors demonstrate their 
independence. The independent attitude shown, for example, keeps the distance 
between the auditor and auditee. The attitudes shown at rest time, when the inspection 
is carried out shows the field auditor inspecting as is. At the time of confirming the 
accounts receivable, cash register, and compiling a cash account working paper which 
is seen to be done in front of the BKM as it shows that they are independent and this is 
very favored by the BKM. 
Public perception of the audit process that does not involve supervisors or even 
signed auditors. What was seen by the community, in this case, was the BKM that the 
young auditors were running on their own and only accompanied by consultants. Most 
of the BKM did not know the direct leader of the field auditor. They only know the 
name of the Public Accountant Firm. Possible public perceptions that believe that 
Public Accountant Firm leaders continue to demonstrate Public Accountant Firm's 
commitment to realizing the results of quality audit reports. 
This is probably due to the public perception that there is a need to get a good 
opinion so that public perceptions assume that the due care attitude of the auditor is 
very necessary. People see auditors working very carefully, using very large transaction 
data. 
The perception that the Public Accountant Firm commitment will be 
described/perceived as a structural commitment to the audit results. Leadership 
involvement is more on the public perception that there is assistance from the direct 
auditor in implementing the assignment. Public perception is likely to indicate that 
there was no involvement of the leadership. Public perceptions may say that there is no 
need for the involvement of directors or direct supervisors of the field in their 
satisfaction. 
Community perceptions may indicate that the implementation of the field 
during the audit was indeed far from fear and tension, as usual when World Bank 
checks were conducted on them. Possibly because field auditors are young people and 
people from far enough places that they talk to field auditors. The relaxed audit was felt 
by the BKM by and by UPK managers. Jiandong et al. (2016) found that checks and 
external monitoring effects have an impact on the organization. 
In general, one of the BKM members acts as an audit committee or the person 
who is given the assignment to ensure that the bookkeeping is carried out as the 
program rules. Possibility of public perception that sees the audit committee is 
considered very instrumental in assisting the field auditor during their assignment. In 
line with Abbott et al. (2000) 's study, the audit committee activities affected Fraud's 
decline in actions. 
The possibility of this is due to the ethical behavior shown by the field auditor who 
feels impressive to the BKM. The ethical behavior shown may be seen when they need 
documentary proof of transaction when they confirm their accounts receivable, when 
they conduct an official cash process, ethical behavior that is shown to respect each 
other shows client satisfaction. 
The possibility because of the skepticism shown by the field auditor may not be 
felt, even though the field auditor can test one data with other data as part of his 
skepticism. The BKM perception that considers skepticism is not important is possible 
because they want the results of a good audit opinion. Or maybe as a host and someone 
who is held to the auditor's skepticism if it is seen to be even counter-productive. 
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The research failed to prove that the fraud incidence confirmation variable was 
a moderating variable. Although it was successful in proving that fraud confirmation 
influenced Client Satisfaction and Loyalty. The research even though he got a strong 
impression from some community members that if there was a confirmation of a fraud 
case they would be satisfied, and would be loyal to Public Accountant Firm. But in 
reality, overall data does not describe by the initial guess. This possibility occurs 
because of the lack of differentiation between the two entities. The managing entity and 
the owner entity are still difficult to separate. The management entity in this case 
played by UPK managers and the BKM secretariat was found to be difficult to separate 
from the owner entity represented by the BKM management. The collective leadership 
of the BKM can protect its managers by behaving tolerantly towards financial 
management. Agency theory is not proven possible because there is indeed no conflict 
of interest. It can be understood by the public that poor management does not show 
good BKM. Not good management, which is done by managers. The point is the 
badness of the manager is also the ugliness of the owner. 
The research also examined whether audit quality attributes and fraud 
confirmation had more influence on client loyalty when mediated by client satisfaction. 
Research suspect client loyalty should be mediated by client satisfaction. This means 
that BKM loyalty to Public Accountant Firm is the result of BKM satisfaction with 
audit services received from Public Accountant Firm. After the BKM feels satisfaction 
with the audit service, they will repeat the purchase of the audit service at the Public 
Accountant Firm. We using path analysis show that the variable client satisfaction is a 
mediating variable/between which connects between audit quality attributes and 
confirmation of fraud against client loyalty. The study succeeded in showing that the 
client satisfaction variable is a mediating variable. The research succeeded in proving it 
was possible because BKM always behaved to make repeat purchases if they were 
satisfied with the previous audit service. This is in line with the research of 
Abdolmohammadi et al. (2004), Behn et al. (1997), Behn et al. (1999). 
 
CONCLUSION 
This study was able to prove empirically that audit quality attributes positively 
influence client satisfaction. This means that the BKM feels that the satisfaction it 
receives is due to all the audit quality attributes by Public Accountant Firm to it. 
specifically six attributes empirically, namely the understanding of the client industry, 
independence, the involvement of the leader, the implementation of the audit, the 
involvement of the audit committee and ethical standards. And the rest are audit 
experience, responsiveness, SAP mastery, Public Accountant Firm commitment, 
caution, and skepticism.  
The research succeeded in proving simultaneously the quality of audit attributes 
and confirmation of fraud positively affecting client satisfaction and client loyalty. The 
research was able to prove that the total attributes and confirmation of fraud as two 
independent variables successfully proved to have a positive influence on client 
satisfaction both partially and simultaneously. 
The research failed to prove the interaction of the effect of audit quality attributes 
which was moderated by confirmation of fraud, on client satisfaction and client loyalty, 
meaning BKM satisfaction and loyalty, not influenced by interaction, between audit 
quality attributes and fraud confirmation. 
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The research managed to prove that satisfaction is a mediating variable. 
Variables that mediate, the effect of audit quality attributes on client loyalty. This 
means that BKM loyalty appears greater when the BKM is satisfied first. And the 
satisfaction that occurs is due to the existence of audit quality attributes. 
Research limitations, this study was conducted using perceptions from the auditee. 
Where not every organization has the same situation both in terms of leadership and 
financial management capabilities. The closeness factor of the BKM as the owner and 
manager as a cultural manager prevents subjective elements of judgment. Relations and 
subjectivity disguise these two entities to be no different. BKM tends to protect the 
UPK because for BKM the mistakes that occur in management reflect the errors on the 
BKM. Not only just on the manager's side. 
For future research, it is expected that it can be applied to institutions where 
there is truly a separation between the owner's entity and the managing entity. It is 
hoped that future research can use companies that have gone public as the object of 
their research. 
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